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The poor, regardless of the historical era, have enjoyed less 
than full participation in human society. For this group there has 
always been some name or label which implies an unfavorable value 
judgement. To speak today of the "culturally deprived" or the 
"economically impoverished" is not far removed from the "valiant 
vagabonds" or "sturdy beggars" of 17th century England. For whatever 
the reason, society has not yet found a method of insuring that all 
of its members have enough money to live in health and decency. 
Social work as a profession and social welfare as an institu¬ 
tion have origins that are centuries old. There have seemingly always 
been those persons who dedicate themselves to helping people who are 
less fortunate. However, as industrial American society has become 
more complex, the task of administering relief has necessitated 
organization and coordination. Of the many factors which have influenced 
the present relationship between social welfare, social work, and 
society, three are outstanding--the prevailing economic and social 
philosophy, the introduction of Freudian psychoanalytic theory, and 
the historical approach to helping people. 
Before the turn of the century social welfare was provided 
» 
for in a relatively inadequate manner. Private organizations assumed 
much of the responsibility for relief, with limited state or local 
governmental participation and virtually no Federal participation. 
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After the economic depression of 1873, the public responding to vast 
evidences of deprivation borrowed the approach and organizational 
structure of the London Charity Organization Society.* In America 
the Charity Organization Society grew rapidly in major cities from 
New York to St. Louis to San Francisco. With the coming of the Charity 
Organization Society we notice an approach to the poor that is still 
extant today. The Charity Organization Society did not attempt to 
reform public poor relief. It believed that public poor relief 
"weakened the initiative and moral strength of the indigent." It also 
believed that poverty was caused by some personal fault, i.e., idleness, 
negligence, mismanagement, drinking, gambling, or vice. They hoped that 
by giving friendly advice, exhortation, persuasion and by the moral 
example set by representatives of the Society applicants would regain 
2 
self-support. 
The next factor which has great significance is the prevailing 
social and economic thinking in America during the late nineteenth 
and early twentieth centuries. America, by this time, was well 
orientated toward industrial production. Its political and economic 
philosophy was essentially that of laissez-faire. Government was 
believed to have no place in the production or distribution of goods 
and services. Such production and distribution was seen as the realm, 
of free enterprising private business. 
Social Darwinism was widely accepted in America. It explained 
industrial society by holding that man is a competitive animal, and 
^Walter A. Friedlander, Introduction to Social Welfare (Engle¬ 
wood Cliffs, New Jersey: Prentice Hall, Inc., 1961), pp. 94-98. 
2Ibid.. p. 94, 149. 
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only the fit survive. Therefore, by natural evolutionary processes 
those who are unfit are lower in the social order. To care for, and to 
attempt to perpetuate the unfit is to work in opposition to the evolu¬ 
tionary processes. To attempt to oppose such natural forces leads to 
3 
the destruction of society. 
The final factor is the influence of psychoanalytic theories 
of personality. However, it is necessary to note that even before the 
introduction of psychoanalysis social welfare was essentially individual 
oriented. As noted above, the Charity Organization Society's primary 
goal was moral rehabilitation. Each applicant for relief was investi¬ 
gated by a "friendly visitor" who, besides giving relief, made recommen¬ 
dations to the applicant regarding the applicant's behavior.^ Each 
applicant was contacted personally. Psychoanalytic theory offered an 
explanation of personality. Even though it was widely recognized that 
the environment played a major role in the causation of poverty, 
psychoanalytic personality theories were widely accepted. It was 
believed by early social workers that psychoanalytical theories greatly 
increased their ability to understand and to help rehabilitate 
individual applicants.^ 
To a large degree these three factors continue to exert 
influence upon the American institution of social welfare, and upon 
professional social work, within the American society. The problems 
^Harold L. Wilensky and Charles N. Lebeaux, Industrial Society 
and Social Welfare (New York: Russell Sage Foundation, 1958), p. 49;. 
Friedlander, Ibid., p. 94. 
^Friedlander, Ibid., p. 150. 
^Ibid., pp. 153-160; Gordon J. Aldridge, "The Influence of 
Freud on Social Work," Mental Hygiene, 42:2 (April, 1958). 
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of an industrial society have increased and become vastly more complex. 
Where once the Federal Government was noticeably absent, today it plays 
perhaps the major role in maintaining social welfare. The power and 
reach of industrialism today were but dreams seventy to one hundred 
years ago. Yet, there has not been a concomitant growth within 
professional social work or institutional social welfare to compensate 
g 
for changes in society. Social work and social welfare essentially 
seek to accomplish the same thing with the same approach that was used 
decades ago--to rehabilitate and restore individuals to adequate social 
functioning. 
It is within this period, the late 19th and the early 20th 
centuries, that professional social work becomes evident. It is this 
period that witnesses Populism, the Progressive Era, the rise of organized 
labor, a tremendous increase in urbanization, immigration laws, World 
War I, and the application of scientific principles to social phenomena. 
It is within this period that a new concept enters the vocabulary of 
professional social work. Like the other names by which the poor have 
been called ’’pauper, underprivileged, economically deprived, indigent, 
sturdy beggar, or the other American" that new concept is equally vague. 
The concept of which we speak is the concept "client". 
Almost sixty years have passed since the inception of "client" 
in social work usage. Yet, there is today no sharply defined universal 
Herman D. Stein, "The Concept of the Social Environment in 
Social Work Practice," (Paper presented at Smith College School of 
Social Work Alumnae Association, Philadelphia, Pennsylvania, 1959), 
(mimeographed); Richard A. Cloward, "Social Problems, Social 
Definitions and Social Opportunities," (Paper presented at the 
Regional Institute on "Juvenile Delinquency and Social Forces" 
sponsored by the National Council on Crime and Delinquency and 
the Ford Foundation, New York, 1963), mimeographed. 
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understanding of "client", as people who receive social work service 
are called. Say the word aloud. What images form in the mind? A 
"client" in a family service agency is not the same as a "client" in 
a public assistance agency. "Client" to a settlement house differs 
from "client" as it is used in a recreation center. "Client" as used 
in a psychiatric service agency is different from the "client" in a 
community organization agency. Too, lawyers have "clients", and 
psychoanalysts have "clients". How do the "clients" of these latter 
professions differ from a social work "client"? Is it enough to explain 
or define all recipients of services from social workers as clients? Is 
this a sharp and clear enough concept of the human beings who present 
themselves and their problems to professional social workers? Is this 
concept broad enough to embrace the scope and nature of the problems 
presented for social work to solve? 
Mid-twentieth century America is shot through with problems 
which endanger the existence not only of the nation, but of the entire 
world. Nuclear war is no myth. The current open conflict between 
America’s white and Negro citizens is making banner headlines around 
the world. That automation is altering and will continue to alter our 
national economic structure is not mere speculation, but subtle reality. 
The post war "baby boom" of the 1940*s is the population explosion of 
the 1960*8. This nation is growing, and as it grows its problems and the 
seriousness of their impact on the whole society also grows. Surely, 
this cannot be a time for nebulous philosophical concepts to form the 
basis of professional social work practice. 
The prevailing approach of social work to people caught up in 
the exigencies of 20th century American life is still quite similar to 
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that of the old Charity Organization Society—rehabilitation of 
individuals who are not self-supporting. The values of today's America 
are still dominated by the Darwinist-laissez faire attitudes and values 
of the business world. Professional social work practice is not yet 
free of the personality theories of Sigmund Freud, Otto Rank and their 
followers. In professional social work the social relationship is the 
great key to promoting self-realization, determination, and responsibil¬ 
ity. Yet, if "rehabilitation" of the "individual" in a society that 
places high value on "economic competition" is the setting or framework, 
then what kind of relationship will exist between those needing help 
and those who help? To what extent has social work's orientation to 
people influenced the readiness of people to reach out for social work 
help? Is there a relationship between social work's approach and the 
reluctance of the public to accord social work more prestige? 
Perhaps this example can sharpen the point of this line of 
reasoning. Racial discrimination has existed in these United States 
for hundreds of years. The research to determine the causes, nature, 
extent, and results of racial discrimination is thorough and abundant. 
There is little doubt that racial discrimination is a social problem 
and that its origins are socio-cultural. Social work and social welfare 
deal to a large extent with services for persons who are discriminated 
against because of their skin color, national origin, or religious 
beliefs. Social work also places a high value on democracy, its 
implementation, and its philosophical principles. If we can accept 
these assumptions then it must be clear that racial segregation in 
agencies North or South, East or West is far from the mainstream of 
social work philosophy. What then will be the relationship between a 
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Negro in a Southern city that practices racial segregation, and a 
social agency in that city that accepts and also practices racial 
segregation? What relationship will there be between a Puerto Rican 
American in a Northern ghetto and the social agencies who know the 
conditions and effects of ghetto living? Japanese-Americans have not 
forgotten the concentration camps of the 1940's, and their property 
being confiscated by the State of California. And what relationship 
will exist between a social agency in Texas and Mexican-Americans? 
The American Indian will remember the curfews, the miscegenation 
clauses, the no drinking ordinances, and the reservation, where like 
some rare type of bird he waits for extinction. What will his 
relationship be with a social agency? 
Perhaps these people and their problems conjure up too many 
emotion-laden images. What relationship will exist between a man with 
little formal education but who has worked fifteen years in a coal 
mine, maintained a family and a home, and who is in good health, but 
finds the coal vein ended, the mine closed, and the welfare agency 
contending he is a "chiseler"—What will his relationship with the 
social agency be like? 
Rehabilitation of any of the people mentioned here will be 
difficult, for, although it is possible that there is a barrier within 
his personality structure the problem he is presenting is social. The 
driving force of competition between his employer and his employer's 
competitors leaves little time for consideration of how the employees 
will fare once the exploited mines are non-productive. Yet, in these 
"pockets of poverty" such a man may be deemed a "chiseler", "lazy", 
"stupid", etc. by his landlord, by the hospital social service 
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department, doctors, dentists, pharmacists, grocers, and even his 
neighbors who are working. 
Rehabilitation and individualization are the concepts implied 
and embodied in the larger concept "client". The problems that 
"clients" bring to the social agencies are most often but parts of a 
larger problem. To approach the problems of racial discrimination 
and unemployment from the underlying assumption that the person who 
presents the problem is the chief contributor of the problem is no 
longer tenable.' Something much more broad and practical is needed, 
some concept that emphasizes similarities in people, and that promotes 
the capacity of the profession of social work to solve the problems. 
Social work practice needs to be undergirded with a philosophical 
concept of people that promotes the ability of practitioners to 
incorporate knowledge of the "exigencies of life" rather than concepts 
of people which limit such capacity. Instead of the concept "client", 
why not the concept "citizen". 
What would be possible if the citizen concept were used and 
implemented with regard to the problems of racial discrimination or 
unemployment in every social agency in America? The client concept 
limits social work's ability to enhance social functioning due to its 
commitment to rehabilitating the individual and not those social 
institutions which affect the individual. The client concept recognizes 
that social environment is relevant, but it fails to deal with the 
7 
extent and impact of that relevance. The citizen concept broadens 
the base and emphasizes the incorporation of knowledge of the relation¬ 
ship between man and society. It is the citizen concept that makes 
^Stein, Ibid. 
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social work a vital factor in society. Social work accepts and espouses 
the values implied in its maxim "society is responsible for developing 
O 
and modifying structures whereby man can achieve self-realization."0 
The client concept subverts this maxim as it fails to direct 
itself toward flaws, gaps, and failures of social institutions. 
Within the client concept it is implied that people who are not self- 
reliant are social burdens and must be provided for. Acceptance of 
the client concept makes it impossible for those who receive welfare 
services to hold the institution of social welfare or social agencies 
accountable. 
The citizen concept places many more tools in the hands of 
social work. The welfare of people not the maintenance of institutions 
is the business of social work. Every member of American society, 
simply because he is a member, is entitled to the rights, privileges 
and responsibilities of society. 
The client concept implies that persons who are poor, are members 
of a minority group, who are social "failures," and who are uneducated 
have somehow breached their social rights. Such people must be 
reoriented to acceptance, adjustment, and conformity to institutional 
pressures. The citizen concept implies that the social institutions 
too must be evaluated, modified, and reoriented to the extent that they 
do provide structures for man to achieve self-realization. An example 
of what we mean can be seen in the following paragraph. 
Social work literature is replete with such values as "doing 
with, not for the individual". What recipient of welfare services is 
asked his opinion of welfare services as a routine agency function? 
Q 
Atlanta University, Atlanta University School of Social Work: 
Bulletin and Announcements (Atlanta, Georgia: Atlanta University, 1964), 
p. 15. 
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Does the public assistance recipient have a voice in determining how 
much money he will get? Regulation and control of public assistance 
is a function of government, with little influence by those who will 
receive assistance. How much of the program in community centers is 
planned by both the agency staff and the membership? In the tenant 
associations of public housing projects, who plans the functions of 
these community groups? The same question can be asked of almost every 
social agency in America with predictable results—planning of services, 
who will receive them, at what time of day, etc. will be primarily the 
function of the agency with little participation, if any, by those 
who will receive the services. Yet participation in planning and 
implementing the plan are key attributes of social responsibility. 
It should be clear that the citizen concept greatly expands 
the area and the potential for social work intervention. The problems 
of today and those projected for the next ten years are massive, complex 
and serious ones. If social work is to play a role in helping to resolve 
present and future problems, it is a must that knowledge be expanded 
and that clarity of purpose be pervasive. The citizen concept offers 
a much greater realm of practice than does the client concept. 
Statement of Problem 
The client concept embodies essentially an archiac philosophical 
approach to solving social problems. The client concept implies that 
individuals who have problems which seriously impair their ability to 
be self-sustaining socially and economically, are most often the primary 
contributors to their problem. To resolve the problem it is therefore 
necessary to discover what forces are operative within the personality 
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structure of the individual. The helping process dominant in social 
work attempts to sort out and identify these forces with the individual, 
so that he can control or modify them. By such correction the individual 
begins to restore himself to full social participation. 
Since no two people have identical personality structures, the 
helping process in keeping with the client concept is highly individu¬ 
alized. Individualization creates an additional problem in that the 
number of persons requesting help is so gross, and those trained to 
help are so few. The massive bureaucratic structures' attempts to 
centralize and coordinate services tends to divorce people from the 
helping process. Persons who utilize the services of social agencies 
are all but removed from participating in deciding what will be the 
direction and content of their help. 
Hypotheses 
I. Individuals receiving services from both a citizen concept oriented 
and a client concept oriented social agency will have more commit¬ 
ment to their relationship with the citizen-oriented than with the 
client-oriented agency. 
A. The citizen concept oriented agency will promote more 
individual participation in planning the services offered 
than will the client concept oriented agency. 
B. The client concept oriented agency will maintain more formal 
and distant relationships with individuals than the citizen 
concept oriented agency. 
C. The citizen concept oriented agency will promote more individual 
involvement in social action projects than will the client 
concept oriented agency. 
The published research in social work to this writer's knowledge 
deals with the client concept but not with the citizen concept. This is 
readily understandable, for, the objective of social work research is 
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primarily to improve practice, and the client concept has been accepted 
as the basis for practice. A review of the literature offers many 
descriptions of the relationship between agency and client, and between 
9 
worker and client. Such descriptions are valid for the purposes of 
this research project. However, this project must be regarded as 
exploratory. 
David Fanshel, has done an exhaustive study of the Family and 
Childrens Service Agency in Pittsburgh, Pennsylvania. The purpose of 
their study was to determine what people come to the agency with what 
problems; what working relationship they have with the agency; what was 
the result of their coming to the agency? Of import to this research 
are the findings of the Fanshel study regarding relationship to the 
10 
agency. 
The Fanshel study describes 538 individuals and their families 
who came to Family and Childrens Service over a four month period. One- 
fourth of the persons coming to the agency during this period were 
returnees having been known before to the agency. Each person received 
at least one in-person interview at intake with a trained social case¬ 
worker. The data was accumulated through a questionnaire which each of 
the caseworkers filled out with information gathered during the interview. 
A significant aspect of this study is its attempt to guage the pro¬ 
fessional competence of the caseworkers. All of the data are based 
Q 
See for example: Herbert H. Aptekar, Basic Concepts in Social 
Case Work (Chapel Hill: University of North Carolina Press, 1941), p. 5,; 
Wilensky, Ibid., pp. 289-90.; Friedlander, Ibid., p. 163.; May Irvine, 
"Communication and Relationship in Social Casework," Social Casework Vol. 
36 (1955), pp. 13-21. 
10 
David Fanshel, An Overview of One Agency's Casework Operation 
(Pittsburgh: Family and Childrens Service, 1958), p. 162. 
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upon the caseworkers' perceptions of the client being interviewed.^ 
Caseworkers in this study described, clients as follows: 
. . . two-thirds showed strong dependency needs; all but a 
small minority seemed to be of average intelligence; slightly 
more than half showed a good level of zest for living; almost 
a third seemed to be poorly organized in living habits. Only 
small segments appeared to show paranoid elements in their thinking 
or were social isolates. Most clients seemed to be articulate 
and able to verbalize their feelings. Few clients seemed to be 
ingratiating. ... On items related to their capacity to work 
on their own problems, the overall sample tended to be seen in a 
somewhat dimmer fashion by the casework staff (e.g. 54% tended 
to compartmentalize their problems, 46% tended to disguise their 
hostility, etc.) ^ 
With the exception of the latter categories the caseworkers say 
that most of the clients interviewed in this study are quite "normal." 
Yet, 45% of all clients in the study were seen by the caseworkers as 
either somewhat or very unpromising to be helped by casework inter¬ 
vention. Another 20% were given an even chance, and only 167» were 
seen as somewhat or very promising. Of those clients perceived by 
caseworkers as somewhat and very unpromising 53% had only one inter¬ 
view, while 58% of those perceived as somewhat and very promising had 
13 
at least three interviews. 
The significance of these findings as regards client-worker 
relationships can be further seen in a study by Norman Polansky and 
Jacob Kounin. They formulated a research project to answer two 
questions: (a) are there general principles regarding determinants 
of the formation of a relationship between a client and helper—or 
is this, as many think, so dependent on individual differences and 
11Ibid.. pp. 1-13. 
12Ibid., p. 60. 
^Fanshel, Ibid., p. 107 
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kinds of help sought that no generalizations are possible? (b) What 
determines whether or not a client forms a relationship with a helping 
14 person, and what can we learn about what this relationship entails? 
The study postulates that the establishment and future of the 
client-worker relationship would be predicted upon the degree of 
"warmth" shown by the interviewer and perceived by the client in the 
initial interview. Their data showed that "warmth" is but a fractional 
part of what the client deems necessary for commitment to a future 
relationship with the worker. Other qualities of at least equal 
importance to the client are competence, technical skill, and anticipated 
thoroughness. These perdeived qualities together with warmth help 
% 
the client determine whether or not to commit himself to a treatment 
15 
relationship with the worker. 
Polansky and Kounin give.’ the following description of the 
establishment of a relationship from the client’s viewpoint: Clients 
come into interview situations with many more or less conscious and 
explicit goals, needs and expectations, which together form the framework 
in which the relationship will be formed. During the interview, the 
client perceives and experiences many of the worker's actions. Some 
of these actions lead to changes in the level of tension (tension is 
increased or decreased). The tension-changes and the assorted 
cognitions are integrated ,into a more or less global judgement of the 
immediate experience, the client formulates expectations regarding 
14 
Norman Polansky and Jacob Kounin, "Clients' Reactions to 
Initial Interviews," Human Relations, Vol. 9, No. 3 (1956), pp. 236- 
64. 
15Ibid., p. 262. 
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future contacts with the interviewer. The client then comes to a 
decision as to whether or not he will commit himself and his problem to 
16 
the interviewer, and what direction his commitment will take. 
In the Fanshel study the perception of the client by the worker 
is examined. In the Polansky study the perceptions of the worker by 
the client are examined. There is a vast difference in what worker 
and client see in and expect from each other. The client brings his 
problem to the worker for help and solution of the problem. The 
worker's focus is upon the inner forces operative in the client that 
contribute to the problem, and with determining whether or not the 
client is amenable to a treatment relationship. To be remembered is 
the fact that over half of those persons interviewed at least once in 
Fanshel's study did not commit themselves to treatment relationships 
with a worker. They did not return for a second interview. 
In her article, "What Research Tells Us About Short-Term Cases 
in Family Agencies," Ann W. Shyne throws additional light upon this 
phenomenon. 
. . . Associated with continuance beyond a single 
interview were: (1) a request by the client for help 
with problems primarily of a psychological or inter¬ 
personal nature; (2) favorable response by the 
client to the worker's proposal for solution or 
treatment of the basic problem; (3) indication by the 
client that he saw the worker as a source of help in 
working through his own thoughts and feelings about 
the problem; and (4) movement forward during the 
interview in acceptance of the worker in a counsel¬ 
ling role. Conversely, associated with the termination 
after one interview were: (1) a request for help 
with problems of other than a psychological or 
interpersonal nature; (2) non-committal or negative 
response to the worker's proposal for a solution; (3) 
a conception of the worker as a source of concrete 
16 
Ibid., pp. 260-261. 
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service; and (4) failure to move forward in accepting 
the worker in a counselling role.^ 
This thesis would depart from the client concept and its 
implications, and replace it with the citizen concept, substituting 
freedoms and responsibilities for human beings in the {Lace of the 
preservation of institutions. The value of the individual is greater 
than what he creates. 
It is actually the duty of a society to provide, as a 
right to its members, some means of aiding those who may 
be temporarily or permanently unable to meet their own needs. 
Such services should be provided by society as a right to 
which every individual is entitled simply because he is a 
part of a civilized community. 
Method of Procedure 
In this study we are focusing on the relationships that 
persons have with social agencies, as seen by the person. We assume 
that it is the agency that has primary responsibility for determining 
the strength and the direction of the relationship with the persons 
it serves, and not the reverse. We posit that should an agency choose 
to see people as citizens and to implement the citizen concept, a 
greater committment in the relationship will exist than if people 
are seen within the client concept. 
In deciding how best to test our hypothesis, it was felt 
that individuals’ evaluation of their relationship would be more 
valid than that of a social agency. It was necessary to find a 
group of people who were receiving services from two social agencies 
^Ann W. Shyne, "What Research Tells Us About Short-Term Cases 
in Family Agencies," Social Casework. Vol. 37, No. 5, (May, 1957), p. 225. 
^®J. P. Kahn, "Attitudes Toward Recipients of Public Assistance," 
Social Casework. Vol. 36, No. 8, (October, 1955), p. 360. 
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on a regular basis. The researcher found such a group of people in 
a mid-Western city. The group was receiving service from both of two 
social agencies in the same city a private agency and a public agency. 
The population consists of 200 subjects. Selecting the sample 
was somewhat complicated. The researcher thought that in order to 
insure the accuracy of the study, as many barriers as possible should 
be removed. One possible barrier is race. Most of the subjects in 
the population are white and come from a region in America where racial 
prejudice is prevalent. The researcher, who is Negro, planned to do 
all interviewing. Clearly, then, and in order to secure as honest a 
response as possible, the relevance of this factor to the findings 
required minimization. Further, many of the present addresses of 
the subjects were unknown. To overcome these two barriers the 
researcher requested the Adult Program Worker of one of the community's 
agencies to compile a list of persons who have received the services 
of both the private and public agency during the years 1963 and 1964. 
The list consisted of 35 names, which in turn will constitute the 
sample for this study. Obviously, there are many possibilities for 
bias in selecting the sample. Many of the subjects were telephoned 
by the worker in order to determine the correct place of residence, 
and to arrange appointments. 
The instrument used was a schedule. It was thought at first 
that a questionnaire would be more appropriate. However, many of 
subjects were known to be illiterate. The researcher did all of 
the interviewing. Questions were read aloud and respondents answers 
were immediately recorded. In instances where a question was not 
understood, the question was repeated slowly and distinctly. Questions 
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if still not clear once repeated were not interpreted beyond repetition. 
This procedure was explained to each subject before the interview 
began. 
Definitions 
A client concept oriented social agency is one that basically 
individualizes the problems of the people it serves. It seeks to 
solve the problems by treating the individual as the primary con¬ 
tributor, and it minimizes treatment of the social environment as a 
causal factor. 
A citizen concept oriented agency sees the problems of people as 
being basically inseparable from society. Problem solving necessitates 
attempts to modify social structures to insure optimum social con¬ 
ditions for self-realization. 
Commitment is that part of the human social relationship in 
which those persons involved consciously cboose to be responsible 
and accountable to each other. The choice and its direction are 
based upon how the persons perceive each other, the judgements made 
of the value of entering and maintaining the relationship, and the 
experiences shared during the relationship. 
Scope and Limitations 
This, study is confined to persons receiving the services of 
two social agencies, and all of the data are based upon the per¬ 
ceptions of relationships with these agencies. 
Only 22 of the 35 subjects were contacted and interviewed. 
The other 13 could not be reached due to time deadlines for this 
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research and due to the lack of correct addresses. 
Again, it should be noted that there is considerable possibility 
for bias in this study, both in the worker's bias in selecting the 
sample and in the respondents' reaction to a Negro interviewer. 
Pre-testing the study would have been feasible and of great 
value had more time and staff been available. 
CHAPTER II 
Analysis of Data 
TABLE 1.—A social inventory showing length of residence, number of 
persons in the home, schodl grade completed, and total monthly income 
of twenty-two respondents in a mid-Western urban community. Respondents 
are male and female, Negro and white, adult heads of households, who 
receive public assistance. 
Characteristic Frequency 
Length of residence County City Present Address 
(in years) 
(13 - above) 15 15 1 
(7-12 ) 6 6 5 
( 6 - less ) 1 1 16 
Total 22 22 22 
No. persons in home Frequency 
( 7 - above) 5 
(4-6 ) 9 
( 3 - less ) 8 
Total 22 
School grade completed Frequency 
(10 - above) 12 
(7-9 ) 7 





Total monthly income Frequency 
($200 - above) 8 
($100 - 199.99) 10 
($99.99 - less ) 4 
Total 22 
The function of Table 1 is to indicate some of the characteris¬ 
tics of the sample for this study. Most of the respondents in this 
study are long term residents in the community. However, most of 
the respondents, sixteen, have lived at their present address for six 
years or less. There is a consistency of length of residence in the 
community and length of residence at present address for the respondents 
living in the community seven to twelve years. The data indicate that 
they have lived nearly all of their time in the community at their 
present address. 
Most of the respondents, seventeen, have a medium, or small, 
number of persons living in their home. Table 1 shows that there are 
five respondents who have large families -- seven or more. 
Ten of the respondents did not complete the 10th grade of 
school. Of those twelve who went beyond the 10th grade, six went on to 
finish high school. Most of the respondents, sixteen in all, did not 
complete their education in school. 
The data indicate that over 60%, or fourteen, of the respondents 
have monthly incomes of less than $200. No respondent had as much as 
a $300 monthly income. 
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It is significant to note that twenty-one respondents have 
lived in the community for seven or more years. Such a long length 
of residence suggests stability, as opposed to transiency. Generally, 
the respondents have medium size families to support on less than $200 
per month. It could be inferred from this that poverty may be a 
major problem for the respondents. 
Relationships with "Client-Concept" 
Oriented Social Agency 
TABLE 2.—The source of first knowledge about client-concept oriented 
agency; 2a. Respondents first and last visit to agency; 2b. Reasons 
for first and last visit to agency. 
TABLE 2 
Source of first knowledge about agency Frequency 
(Agency) - 
(Other social agency)  10 
(Non-social agency)  12 
Total 22 
TABLE 2a 
Time since first visit to agency (in years) Frequency 
(7 - above) 10 
(4-6)   5 
(3 - less) 7 
Total 22 
Time since last visit to agency (in months) Frequency 
(7 - above) 14 
(4 - 6) ...  4 





First Visit Last Visit 
Health related 5 
Agency structure related - 6 
Financial-material assistance 22 11 
Total 22 22 
The function of these data is to establish the framework in 
which the relationship between the client-concept oriented agency and 
the respondents exists. 
All twenty-two of the respondents went to the agency for the 
first time with a need for financial or material assistance. However, 
none of the respondents first learned of the agency and its services 
through the agency. Most learned of the agency from friends or 
relatives who were receiving or had received the agency's services. A 
large number of the respondents came to know of the client-concept 
oriented agency through other social agencies in the community— 
hospitals, clinics or public health agencies, the courts, and schools. 
Most of the respondents have had experience with the agency 
for more than four years, and all have had at least two years of 
experience with the agency. However, it is important to note that all 
of the respondents were self-sufficient members of the community at one 
point. It was most often a family crisis that first brought them to 
the client-concept oriented agency. 
Their last visit to the agency was most often seven or more 
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months before the interview date. Only four of the respondents had 
visited the agency in the three months before the interview. It seems 
as though their reasons for the last visit were as often to get additionàl 
assistance as to get medical or other help. Generally, the reasons 
given for going to the agency are problem related. However, the 
"problem", according to comments made by the respondents are related to 
the way in which the agency's services are administered. Often their 
checks were late; or categories of assistance had changed; doctors and 
dentists expected payment for services, or a guarantee that they would 
be paid, before they would see patients on public assistance; children 
needed warmer clothes or larger clothes. The reason for the last visit 
to the agency was most often due to a problem related to the agency, not 
to the respondent. 
TABLE 3.--The involvement of twenty-two respondents in the client- 
worker relationship; 3a. Formality and social distance in client- 
worker relationship; 3b. Respondents' judgements of client-worker 
relationship. 
TABLE 3 
Respondent attempted to meet with worker Frequency Percentage 
(Did attempt) 17 77.18 
(Did not attempt) 5 22.82 
Total 22 1007. 
„ Success of respondents who did attempt Frequency Percentage 
(Sometimes successful) 14 82.35 
(Always "successful) - - 
(Never successful) 3 17.65 
Total 17 1007. 
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TABLE 3a 
Respondent knows worker's name Frequency Percentage 
(Does know) 12 54.54 
(Does not kno 10 45.46 
Total 22 100% 
Respondent attended informal 
affair with worker Frequency Percentage 
(Did attend) 





Total 22 100% 
TABLE 3b 
Respondents judgements Frequency 
Positive 
Negative Total Percentage 
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The researcher has hypothesized that commitment in a relation¬ 
ship will be greater between individuals and a citizen concept oriented 
agency than a client concept oriented agency. Individuals will see 
themselves more "accountable and responsible" to the citizen concept 
oriented agency than the client concept oriented agency, based upon 
their "perception of the agency, judgements of the worth of the relation¬ 
ship, and the experiences they have with the agency." We further 
postulate that relationships’ between individuals and the client concept 
oriented agency will be more formal and distant than thoseof individuals 
and a citizen concept oriented agency. 
Seventeen of the respondents, better than 75% made attempts to 
meet with a worker from the client concept oriented agency. Only 
fourteen were at all successful. Three were never successful, and none 
were always successful. What reasons exist for this phenomenon would 
aptly be the subject of another study. However, those respondents who 
said they were sometimes successful in arranging a meeting with their 
worker say also that often they are told: "I'm sorry but Mr.   is 
in conference now;" or "Can you call back tomorrow? Mrs. ____ is in 
the district today." 
Most of the respondents, 54%, knew their workersr names, but 
many did not know or were uncertain of the workers* name. Of those 
who didn*t know the workers name, or were uncertain, the comment most 
often given was "I've had three different workers but they quit after 
a little while." The reasons for the high rate of turnover is another 
subject worthy of research. But more importantly the problem of com¬ 
municating with someone whom you don't know is raised, and presents an 
additional barrier to maintaining a relationship. 
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The clear majority of the respondents had never done anything 
informally with a worker from the client concept oriented agency. 
This may be due to many factors other than the unwillingness of both 
worker and individual. However, the data suggest that most "clients" 
have not had informal experiences with their worker. Respondents were 
quick to pose the counter question, "Social affair with a worker from 
there?? I don't know of anyone who does that. Do you?" It is mere 
speculation, but it is the researcher's opinion that a similar response 
would be forthcoming from a worker also. 
Significantly, when respondents were asked to judge their 
relationships with workers and workers judgements of them, the majority 
of the respondents' answers were in the negative. Most respondents 
said their workers felt negatively toward them. In the fashion of the 
self-fulfilling prophecy, most respondents, 59% felt negatively toward 
the workers at the client concept oriented agency. More respondents, 
68%, felt negatively toward the way they were treated. 
Not all of the respondents were dissatisfied with the way they were 
treated by the agency, nor did all respondents feel negatively toward 
the agency. However, it is worthwhile to consider the basis of the 
respondents' satisfaction with how they are treated. "I know Mrs.   
likes me. I keep up with my kids." "Mrs.  ? Oh, we get along all 
right as long as I keep my house clean." Both the Fanshel and the 
Shyne study offer explanation of this phenomenon. They posit that a 
satisfactory relationship can develop, if the "client" accepts the 
direction and value orientation of the worker. (See Chapter I, Review 
of Literature). 
To this point the data have shown that most of the respondents 
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have been self-supporting members of their community. A crisis in the 
family forced them to seek help from a social agency. Over an average 
of seven years their social functioning has hot been restored as a 
result of their relationship with the agency. Their relationship with 
the agency is formal—many do not know the worker's name, most have 
had no informal experiences with their worker. Most respondents 
believe that their workers are indifferent to them and their plight. 
Most respondents dislike or are rejecting of their worker. Two-thirds 
of the respondents feel negatively about the way they have been 
treated, and two-thirds of them feel they have been treated negatively. 
Relationships with "Citizen-Concept Oriented" Social Agency 
TABLE 4.—The source of first knowledge about citizen-concept oriented 
agency; 4a. Respondents first and last visit to agency; 4b. Reasons 
for first and last visit to agency. 
TABLE 4 
Source of first knowledge about agency Frequency 
(Agency)  8 
(Other social agency)  6 
(Non-social agency)  ..... 8 
Total 22 
TABLE 4a 
Time since first visit to agency (in years) Frequency 
(7 - above) . 6 
(4-6) 7 





First Visit Last Visit 
Health related . 1 
Agency structure related 5 19 
Financial - material assistance 17 2 
Total 22 22 
There are some interesting comparisons to be noted in Table 2 
and in Table 4. Respondents' first visits to both agencies and reasons 
for those visits are about the same. They came first to the client 
concept oriented agency an average of 6.93 years ago. They came first 
to the citizen concept oriented agency an average of 5.8 years ago. 
All of the respondents first visited the client concept oriented agency 
because of a need for financial or material assistance. Over 757» of the 
respondents first came to the citizen concept oriented agency for the 
same reason—financial or material assistance. Here the similarities 
in the two relationships seem to end. 
More people heard of the citizen-concept oriented agency and 
its services through publicity by the agency, as many, in fact, as 
first heard of the agency through friends. This would seem to indicate 
that the agency has a more effective method of publicizing its services 
than the client concept oriented agency. However, it is the "last 
visit" and reasons for that visit that clearly show the differences. 
Where in the client concept oriented agency most respondents 
had not visited the agency in twelve months, almost all of the same 
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respondents had been to the citizen concept oriented agency in the two 
months prior to the interviews. Fifty per cent of the respondents went 
back to the client concept oriented agency with a problem of impaired 
social functioning. Only two persons, less than ten percent, went the 
last time to citizen concept oriented agency with such a problem. It is 
of significance to note that those two are the ones who have not been 
in the agency in the two months prior to the interview. Those 
persons who went to the citizen concept oriented agency for reasons 
designated "agency structure related" went because of the agency's 
program, not because of interrupted service as in the client concept 
oriented agency. The nineteen respondents who went to the citizen 
concept oriented agency did so because they were involved in the 
agency's program. 
This is not to suggest that the respondents had no problems, 
but that the problem was not the basis of the last visit. They most 
frequently said, "We had cooking class, last week," or "I meet there 
with my friends," or "Our club meets there every Thursday." The 
respondents gave the researcher the impression that they enjoyed going 
to the "citizen concept oriented" agency. 
TABLE 5.--The involvement of the twenty-two respondents in the citizen- 
worker relationship; 5a. Formality and social distance in the citizen- 
worker relationship; 5b. Respondents' judgements of the citizen- 
worker relationship. 
TABLE 5 
Respondent attempted to meet with worker Frequency Percentage 
(Did attempt) 14 63.81 
(Did not attempt) 8 36.19 
Total 22 1007. 
TABLE 5 (Continued) 









Total 14 100% 
TABLE 5a 
Respondent knows worker’s name Frequency Percentage 
(Does know) 
(Does not know) 
22 100 
Total 22 100% 
Respondent attended informal 









Total 22 100% 
TABLE 5b 
Respondents judgements Frequency 
Positive 
Negative Totals Percentage 
Worker's feelings toward 
respondent 
Respondent's feeling toward 
worker 
Respondent's judgement of 
treatment in agency 



























As the researcher has hypothesized the relationship between 
the respondents and the citizen concept oriented agency is not strictly 
formal. In every category the degree of commitment is significantly 
higher between the respondents and the citizen concept oriented agency. 
Of the fourteen persons who attempted to meet with the worker, 
thirteen, or 92.85% of them were always successful. The agency is 
seen by the respondents as more than just a place, as can be seen in 
their statements. ’’They want me over there..." "You can always count 
on them when you need them'.,..."I don't know what I would have done if 
it hadn't been for " (one of the workers)... ."I really feel like 
I'm one of them." 
Every respondent called a worker's first name when asked if they 
knew their worker's name. Where seventeen, 77%, of the respondents had 
not been to a "social affair" with a worker in the client concept 
oriented agency, nineteen or 86% had been to such an "affair" with 
a citizen concept oriented agency worker. 
The respondents were confident of their relationship with the 
workers and with the agency. Based on their experiences with the 
agency, the respondents are committed to their relationship to the 
agency. Virtually all of the respondents, 95%, said that they felt 
positively toward the worker, and more, they felt that the worker 
accepted them and wanted them. 
The agency has reached out to people and has invited them to 
agency program services through personal contacts and through publicity. 
Seeing that the agency wanted to be of service many of the respondents 
have reached out to the agency. It can be inferred from the data that 
a relationship is desired by both the agency and the respondents. 
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The extent of the commitment to their relationship with the agency 
can be seen in this poignant statement made by one of the respondents: 
"They never fail me." 
TABLE 6.—The extent of involvement in planning services offered by 
the client-concept oriented agency by twenty-two respondents who 
received the agency's services. 
* «* 
Program participated in Frequency 
Number Percentage 
Financial-material assistance 1 4.55 
Other - - 
None 21 95.45 
- Total 22 100% 
Respondent was asked to participate 
in planning services 
(Was asked) - - 
(Was not asked) 22 100% 
Total 22 100% 
Respondent did participate in 
planning 
(Did participate) mi - 
(Did not participate) 22 100% 
Total 22 100% 
Reasons for not participating in 
Planning 
(No opportunity offered) 21 95.45 
(Worker wouldn't permit) 1 4.55 
Total 22 100% 
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The researcher has postulated that the client-concept oriented 
agency will not promote participation in planning agency services to 
the same extent as the citizen-concept oriented agency. The data in 
Table 6 indicate that the hypothesis is correct. Twenty-one respon¬ 
dents do not see their relationship with the client-concept oriented 
agency as involving them in the agency's program. When asked what 
program do you participate in, most respondents asked, "What program? 
I didn't know they had any." This was true for most of the respondents, 
even though all of the respondents received the agency's services. 
None of the respondents were asked and none participated in 
planning any of the services they received from the client oriented 
agency. The significance of this phenomenon cannot be overstated. 
Why it exists is not known to this researcher, as is whether or not 
all recipients are excluded from planning activities. However, that 
all of the respondents answered in the negative would seem to indicate 
that planning is not seen as a function of the rehabilitative process. 
What happens to the social work values of "self-determination" and 
doing "with" and not "for" the individual' is not known to the 
researcher. However, for the respondents in this study these values 
are apparently seriously abridged. How the rehabilitative process 
is seen in a client concept oriented agency without these values is 
an additional area for social work research. 
The respondents expressed bewilderment when asked why they 
had not participated in planning program services that they were 
receiving. As we shall see in the following table the respondents' 
judgements of the agency's competence can be related to their lack 
of involvement in planning the agency's services. 
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TABLE 7.—The involvement of respondents in social action projects 
sponsored by the client-concept oriented agency; 7a. Respondents' 
judgements and expression of confidence in the client-concept oriented 
agency's ability to accomplish a social action project concerning the 
level of public assistance. 
TABLE 7 
Worker asked respondent's opinion of public 
assistance 
Number Percentage 
(Worker did ask) 





Total 22 100% 
Respondent was asked to help agency 
raise level of public assistance 
(Respondent was asked) 
(Respondent was not asked) 22 100 
Total 22 100% 
TABLE 7a 
Respondents' judgements Frequency 
Positive 
Negative Percentage Totals 
Opinion of level of 
public assistance 22 
Workers' opinions of level 17 
of public assistance 5 
Agency's ability to raise 16 
( level of assistance 6 
Agency will raise level 2 

















The researcher has postulated that the citizen concept oriented 
agency will promote more individual involvement in social action 
projects than will the client concept oriented agency. The data 
indicate that we are correct. 
Something of the agency's attitude can be inferred from the 
fact that only two of the respondents were asked their opinion of the 
level of public assistance. It is less than an agency function to 
know the opinion of the respondents of the service offered by the 
agency. Though not all of the respondents were asked their opinion 
of public assistance, all of the respondents indicate that the level 
is at least inadequate. 
The respondents as we have seen do not plan the services they 
receive, and their opinion of the service is that it is inadequate. 
When asked_ to estimate the workers' feelings about the level of public 
assistance, better than 75% of the respondents say their worker feels 
the level is at least adequate. One respondent comments, "They 
must think its enough. They won't do a damned thing to raise it." 
Another states, "They know that it is slow starvation. I can't 
remember when I had a piece of fruit last." 
It would seem that knowing the inadequacy of public assistance 
standards, workers and the agency would willingly solicit the support 
of those who receive public assistance to raise the level. However, 
the data indicate that none of the respondents were invited to 
participate in such a program. 
Almost 75% of the respondents, 16, say they believe the agency 
could do something to raise the level of assistance. But when asked 
if the client concept oriented agency will do something to raise the 
level, twenty, or 90.9%, answer in the negative. These experiences 
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with the agency plus perceptions of an indifferent uncaring attitude 
toward them, and judgements that question the agency's competence are 
all indications that the respondents have little or no commitment in 
their relationship with the client concept oriented agency. 
TABLE 8.—The Extent of involvement in planning services offered by 
the citizen-concept oriented agency by twenty-two respondents who 
receive the agency's services. 
Program Participated in Frequency 
Number Percentage 
Financial-material assistance 8 36.19 
Other 14 63.81 
None “* 
Total 22 100% 
Respondent was asked to participate 
in planning services 
(Was asked) 22 100% 
(Was not asked) 
Total 22 100% 
Respondent did participate in planning 
(Did participate) 21 95.45 
(Did not participate) - 1 4.55 
Total 22 100% 
Reasons for not participating 
in planning 
(No opportunity offered) - 
(Worker wouldn't permit) - - 
(Other) 1 100% 
Total 1 100% 
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According to the data presented in Table 6, 95% of the 
respondents participated in no program of the client concept 
oriented agency. Conversely, all of the respondents saw themselves 
as being involved in program at the citizen concept oriented agency. 
Further, almost two-thirds of the respondents were in programs in 
which they did not receive financial or material assistance. 
The client-concept oriented and the citizen concept oriented 
agency appear almost the antithesis of each other concerning the 
respondents' participation in program. In the former agency respon¬ 
dents were not asked to, and did not participate in planning. In the 
latter agency all were asked and only one did not participate. Some 
indication of the importance of individual involvement in planning 
may be inferred from the data. All of the respondents were asked to 
participate in planning the services they received from the agency. 
In the following table we shall see how the respondents judge 
the citizen-concept oriented agency's abilities concerning social 
action. 
TABLE 9.—The involvement of respondents in social action projects 
sponsored by the citizen-concept oriented agency; 9a. Respondents' 
judgements and expression of confidence in the citizen concept 
oriented agency's ability to accomplish a social action project 
concerning the level of public assistance. 
TABLE 9 
Worker asked respondents' opinion 
of public assistance 
Number Percentage 
(Worker did ask) 
(Worker did not ask) 
22 100 
Total 22 100% 
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TABLE 9 (continued) 
Number Percentage 
Respondent was asked to help agency 
raise level of public assistance 
(Respondent was asked) 22 100 
(Respondent was not asked) 
Total 22 100% 
TABLE 9a 
Respondents' judgements Frequency 
Positive 
Negative Percentage Totals 
22 
100% Opinion of level of public assistance 
Workers' opinions of level of 
22 100 
3 13.64 22 
public assistance 
Agency's ability to raise level 
19 
19 86.36 100% 
86.36 22 
of assistance 3 13.64 100% 
Agency will raise level of public 19 86.36 22 
assistance 3 13.64 100% 
We saw in Table 8 that the citizen concept oriented agency 
placed considerable emphasis upon involving the respondents in 
planning the services they participated in. In Table 9 we see that 
not only does the agency involve the respondents in planning, but 
also in implementing plans. 
Workers in the citizen oriented agency were seen, by 86% of the 
respondents, to feel like the respondents, concerning the level of 
public assistance. Both the agency and the respondents felt that the 
level was inadequate to maintain adequate standards of health and 
decency. 
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Based on the similarity of feeling the agency initiated a 
program involving the respondents in social action projects to 
dramatize the conditions under which the respondents were forced to 
live. Attempts to raise the level were made "with” and not "for" 
the respondents. 
Consequently, the subject»made these comments when they were 
asked can the agency do anything to raise the level of public 
assistance: 
"All we need is more people with us"..."If we can 
get more people out to the meetings"..."If all the 
agencies worked at it like this one does, Hell yes" 
..." I should make up a picket sign saying 'If my 
husband got out I'd get $40 more per month*..."If 
all of the agencies could just get together." 
From these comments it appears accurate to say that the respondents, 
like the agency, see action to raise the level of public assistance 
as partly the responsibility of people receiving public assistance. 
Almost 75% of the respondents say that the client concept 
oriented agency could do something to raise the level of public 
assistance. Their real opinion of the agency can be seen in their 
response to the question — will the client concept oriented agency 
do anything about raising the level? Twenty respondents, or 90.9%, 
answer the question in the negative. However, the citizen concept 
oriented agency is seen as being able to effect a raise, and 86% of 
the respondents say the agency will attempt to effect a raise. 
It should be clear to the reader that the data for this study 
substantiate its hypotheses. 
CHAPTER III 
Summary and Conclusions 
The purpose of this study is to investigate the impact of 
the philosophical orientation of two social agencies upon persons who 
receive the agencys* services. To accomplish the investigation, the 
researcher tests the following hypotheses. 
I. Individuals receiving the services of both a citizen 
concept oriented and a client concept oriented social 
agency will have more commitment to their relationship 
with the citizen-concept oriented than with the client- 
concept oriented agency. 
A. The citizen-concept oriented agency will promote 
more individual participation in planning the 
services offered than will the client-concept 
oriented agency. 
B. The client-concept oriented agency will maintain more 
formal and distant relationships with individuals 
than will the citizen-concept oriented agency. 
C. The citizen-concept oriented agency will promote more 
individual involvement in social action projects 
than will the client-concept oriented agency. 
The scope of this study is the perceptions of twenty-two 
persons living in one urban mid-Western community. 
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This study is limited both by the size of the sample, the 
amount of time allotted to accomplish the study, and by the possibility 
of bias in selecting the sample. 
A schedule was used to collect the data. The researcher did 
all of the interviewing. Each interview lasted approximately one half 
hour. The sample was selected by the researcher from a list of 
thirty-five names provided by a worker in one of the agencies-. The 
only criteria for inclusion in the sample was that subjects be known 
recipients of services from two social agencies for a period not less 
than but inclusive of the years 1963 and 1964. 
Summary 
Sub-Hypothesis A, The citizen concept oriented agency will promote 
more individual participation in planning the 
services offered than will the client-concept 
oriented agency. 
The data in this study seem to support this hypothesis. In 
the client-concept oriented agency none of the respondents were asked 
to participate in planning agency services. Further, none of the 
respondents participated in planning any of the services offered by the 
agency. (See Table 6). Conversely, all of the respondents had been 
asked by the citizen-concept oriented agency to participate in planning 
services offered by the agency. Over 95% of the respondents did #/■ 
participate in planning services offered by the citizen-concept 
oriented agency. (See Table 8). 
The reasons most often given by the respondents for not 
participating in planning services offered by the client-concept 
oriented agency were that no opportunity was offered—45%, and that 
-43- 
they didn't know it was possible—50%. The data suggest that the 
client-concept oriented agency does not promote individual participation 
in planning the services offered. 
Sub-Hypothesis B. The client-concept oriented agency will maintain 
more formal and distant relationships with 
individuals than will the citizen-concept 
oriented agency. 
The data in this study seem to support this hypothesis. In 
the client-concept oriented agency none of the respondents were always 
successful in their attempts to arrange meetings with an agency worker. 
There were three, of the seventeen who tried, who were never success¬ 
ful in arranging a meeting with a worker. Almost 50% of the respon¬ 
dents Hid not know the name of the worker assigned to them in the client- 
concept oriented agency. Over 75% of the respondents had never 
attended a "social affair" with a worker from the client-concept 
oriented agency. (See Table 4). Well over half, 63.8%, of the 
respondents had not visited the client-concept oriented agency in the 
six months prior to the interview. There were 40% of the respondents 
who had not visited the client-concept oriented agency in over a year 
prior to the interview. (See Table 3.). 
Of those fourteen respondents who attempted to arrange a 
meeting with a worker in the citizen-concept oriented agency, over 
90% said they were always successful. No respondent, who attempted to 
meet with a citizen-concept oriented agency worker, was "never 
successful." All of the respondents knew the name--the first name-- 
of a worker in the citizen-concept oriented agency. Further, there 
were over 86% of the respondents who had attended a "social affair" 
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wit h a worker from the citizen-concept oriented agency. (See Table 
5a). Almost all of the respondents, 90.9%, had visited the citizen- 
concept oriented agency in the two months prior to the time of the 
interview. Only one respondent had not visited the citizen-concept 
oriented agency in the year prior to interview. (See Table 4). 
Sub-Hypothesis C. The citizen-concept oriented agency will promote 
more individual involvement in social action projects 
than will the client-concept oriented agency. 
The data in this study seems to support this hypothesis. All 
of the respondents voiced dissatisfaction with the level of public 
assistance. However, in the client-concept oriented agency less than 
10% of the respondents said their worker asked their opinion of the 
level of public assistance. None of the respondents were asked to 
participate in an agency sponsored project to raise the level of public 
assistance. Over 90% of the respondents said that the client concept 
oriented agency would do nothing to raise the level of public assistance. 
Further, over 75% of the respondents say that workers in the client- 
concept oriented agency believe that the level of public assistance 
is adequate. (See Table 7). 
The respondents voice a very different judgement of the citizen- 
concept oriented agency. All of the respondents voiced dissatisfaction 
with the level of public assistance. Over 86% of the respondents say 
that the workers in the citizen-concept oriented agency feel as the 
respondents do—the level of assistance is too low. 
All of the respondents had been asked to participate in a 
program, sponsored by the citizen-concept oriented agency, designed 
to raise the level of public assistance. Over 86% of the respondents 
believed that the citizen-concept oriented agency could and would do 
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something to attempt to raise the level of public assistance. 
(See Table 9). 
Major Hypothesis I. Individuals receiving the services of both a 
citizen-concept oriented and a client-concept 
oriented social agency will have more commitment 
to their relationship with the citizen-concept 
oriented than with the client-concept oriented 
agency. 
The researcher has operationally defined commitment as: 
that part of the human social relationship in 
which those persons involved consciously choose 
to be responsible and accountable to each other. 
The choice and its direction are based upon how 
the persons perceive each other, the judgements 
made of the value of entering and maintaining 
the relationship, and the experiences shared 
during the relationship. 
The data in this study appear to support this hypothesis. Most 
of the respondents were not satisfied with their relationship with the 
client-concept oriented agency. It can be inferred from the data that 
the respondents have judged the client-concept oriented agency as 
being not competent, lacking understanding, and not willing to act 
with the respondents. These inferences are drawn by the researcher 
from data presented in Tables 3, 4, 7, and 8. The majority of the 
respondents have pronounced negative feelings toward the agency, 
and place little worth on their relationship with the agency. The 
commitment to the relationship between respondents and the client- 
concept oriented agency is low. 
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In the respondents' relationship to the citizen-concept 
oriented agency much more commitment is seen. The agency projected 
itself as wanting a relationship with people. Its publicity was much 
more effective than that of the client-concept oriented agency, assuming 
that the latter publicizes its services. The respondents chose to enter 
into a relationship with the agency, as can be seen in their expression 
of confidence in the agency. The respondents also express positive 
feelings for the agency and its staff. (See Tables 4, 5, 8 and 9.) 
It can be inferred from the data presented in Table 9 that the 
» 
citizen-concept oriented agency is seen as competent to effect a 
change in public assistance levels. The respondents do not show 
confidence in the client-concept oriented agency concerning changing 
the public assistance level. In fact, they say that the latter agency 
could do something to raise the level of assistance, but they will not. 
The data for this study appear to support all of the hypothesis. 
The data show that the client-concept offers a limited approach to 
solving social problems. Further, the data show that relationships 
between the respondents and client-concept oriented agency do not 
give evidence of positive commitment. The reverse appears true, for 
relationships between the respondents and the citizen-concept 
oriented agency. 
If there is validity in this study, based on the limitations 
of the size of the sample and how it was selected, then we cannot 
underestimate the necessity of additional qualitative research in 
this area. 
Specific areas related to this study have been suggested in 
Chapter II. Other areas might include the reasons that individuals, 
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once exposed to a citizen-concept oriented agency do not enter into 
a relationship with the agency; what is the community's reaction to 
a citizen-concept oriented agency; what factors inhibit an agency's 
involvement in taking social action. 
APPENDIX 
HISTORY AND SOCIOECONOMIC STATUS 
1. How long have you lived in— 
a. Franklin County, Ohio?  Years, Months. 
b. Columbus, Ohio?  Years, Months. 
c. Your present home (or apartment)? Years, Months. 
2. How many persons now live in your home? 
(103)  _, (4-6) , (7-9) , (10-12) , (13-15) , 
(above) 
3. How many rooms are in your home? 
(104)  , (5r8) , (9-12) , (above) . 
4. How much money does your family have for all expenses? 
($0-$49.99) , ($50-$99.99) , ($100-$149.99) , 
($150-$199.99) , ($200-$249.99) , ($250-above) . 
5. What is your present source of income? 
a. (Work earnings) , b. (Relief) , c. (Other) 
a. If ,ra,r is checked, what is your total work earnings per month? 
($0-$24.99) , ($25-$49.99) , ($50-$74.99) , 
($75-$99.99) , ($100-$ 124.99) , ($125-$149.99) , 
($150-$174.99) , ($17 5-above) . 
b. If ,rb" is checked, what is your total income from relief per 
month? 
($0-$49.99) , ($50-$99.99) , ($100-$ 149.99) , 
($150-$199.99) , ($200-$ 249.99) , ($250-above) . 
c. If "c" is checked, what is your total income from other sources 
per month? 
($0-$24.99) , ($25-$49.99) , ($50-$74.9$) , 
($75-$99.99) , ($100-$124,99) , ($125-$149.99) , 
($150-$174.99) , ($17 5-above) . 
6. How far did you get in school? (Grade level) (1) , (2) (3) , 
(4) , (5) , (6) , 01 , (8) , (9) , (10 , (11* , 
(12) , (beyond) , (Never went to school) *(Read 
following instructions). 
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7. Have you ever gone to a trade school? Yes 
8. Did you finish trade school? Yes  
No 
No 
If respondent did not complete the 12th grade ask question No. 9. 
If the respondent's answer to No. 6 was "never went to school", ask 
question No. 10. 
9. Why didn't you go further in school? 
 a. Parents couldn't afford to pay for education 
 b. Illness 
c. Got married 
d. Joined the military service 
 e. No desire to go to school 
f. Needed at home 
g. Other 
10. Why didn't you go to school? 
a. Parents refused permission 
 b. No school available 
 c. Illness 
 d. Parents had seasonal jobs (migrant laborers) 
 e. Parents had inadequate funds 
 f. Too many already in school 
g. Other 
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RELATIONSHIPS WITH CLIENT-CONCEPT ORIENTED SOCIAL AGENCY (FCWD)* 










From past experience with other welfare agencies. 
From friends who were receiving the agency's service(s). 
From publicity announcing the agency's services. 
From the school. 
Through the courts. 
From the local Public Health agency. 
Through a private community organization. 
Through a church official. 
From a community center. 
Through a settlement house. 
Other  
2. When was the first time that you went to the FCWD? Year 
Month . 
3. Why did you go to the FCWD at that time? 
 a. Didn't know what else to do. 
b. Need had become unbearable. 
 c. Just decided to go. 
 d. Had an appointment. 
 e. Went as soon as I heard about services. 
f. Dediced it was time to take advantage of chance to get 
money, like others. 
g. Other_  . 
4. When was the last time you were at the FCWD? (0-3 months)  
(4-6 months) , (7-9 months) . (10-12 months) . 
(b eyond) . 
5. Why did you go to the FCWD at that time? 
a. Had an appointment (worker made appointment). 
 b. Needed more money 
 c. Change in status 
 (1) got married 
 (2) had another child 
 —(3) moved to another address 
 (4) death of member of family 
(5) Other 
 d. Needed emergency relief 
 e. Went with a friend 
f. Went, voluntarily, due to an additional problem in the family. 
*Franklin County Welfare Department 
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 g. Enjoy a chance to go meet with worker 
h. Meet with friends there 
 i. Other 
6. When was the last time a FCWD worker visited you? (0-3 months) 
(4-6 months) (7-9 months) , (10-12 months) , 
(beyond) , (never) . 
7. Have you tried to arrange meetings with a worker at FCWD? Yes  No_ 
If respondent answers "yes" ask 7.a 
7.a Have you been successful in getting meetings with your worker 
at FCWD? (always successful) , (sometimes successful)_ , 
(never successful) . 
8. Do you know the name of your worker at FCWD? Yes » No , 
Uncertain . 
9. Have you ever been to a social affair with your worker at FCWD? 
Yes , No . 
10. How do you think your worker at FCWD feels about you as a person? 
(Strongly accepting) , (Mildly accepting) , (Indifferent)  
(Mildly rejecting) , (Strongly rejecting) . 
11. How do you feel about your worker at FCWD? (Strongly accepting)  
(Mildly accepting) , (Indifferent) , (Mildly rejecting) , 
(Strongly rejecting) . 
12. How were you treated during the time you were receiving help from 
the FCWD? 
(With respect) , (With pity) , (With indifference) , 
(With aloof) , (With castigation) , (Other)  
. How do you feel about the way you were treated during the time you 
were receiving help from the FCWD? 
(Satisfied) , (Indifferent) , (Dissatisfied) . 
13 
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PARTICIPATION IN CLIENT-CONCEPT ORIENTED SOCIAL AGENCY (FCWD)* 
1. What program(s) do you participate in at the FCWD? 
Recipient of counseling services 
Financial and/or material assistance 
Home care and management 
Planned parenthood 
Adult education (reading and writing) 
Vocational training 
Homemaking skills 




2. Have^you been asked to participate in planning the program you are 
in at FCWD? Yes , No . 
3. Have you helped to plan any of the program you participate in at 
the FCWD?  Yes  No 
(If respondent answers "no", ask question No. 4) 
4. Why haven't you participated in program planning at FCWD? 
a. No opportunity offered 
b. Worker wouldn't permit 
 c. Didn't know it was possible 
d. Moved to another area 
e. Agency too far away to make meetings 
 f. Just didn't want to help plan 
g. Participation in planning is too embarrassing 
 h. Other  
5. Has your worker at FCWD ever asked your opinion of the present level 
.of public assistance? Yes , No *■- 
(If respondent answers "yes", ask question 5a. If respondent answers 
"no", ask question 5b.). 
5a. What was your reply? (Too high) , (Adequate) , 
(Indifferent) , (Inadequate) , (Too Low) 
5b. If your worker had asked, what do you think you would have 
told her? (him)? (Too high) , (Adequate) , (Indifferent)_ 
(Inadequate) , (Too low) . 
*Franklin County Welfare Department 
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6. How do you think your worker at FCWD feels about the present level 
of public assistance? 
(Too high) , (Adequate)- , (Indifferent) , (Don't know how 
worker feels) , (Inadequate) , (Too low) . 
7. Has your worker ever asked you to participate in a FCWD program 
to change the level of public assistance? (Yes) , (No) . 
8. Do you think the FCWD could do anything to change the present level 
of public assistance? 
(Yes) , (Think so) , (Don't know) , (Think not) , 
(No) . 
9. Do you think the FCWD will do anything to change the present level 
of public assistance? 
(Yes) , (Think so) , (Perhaps) , (Think not) . (No) . 
10. Do you think that the FCWD believes you have a right to receive 
their services? 
(Yes) (Think so) , (Don't know) , (Think not) , (No) . 
11. How do you think the FCWD feels about your receiving their services? 
 a. They feel that I expect too much 
 b. I should do more on my own 
 c. I should go to other sources 
 d. They feel that I'm uncooperative 
 e. They feel that I should use their services more 
 f. They feel I should change my friends 
 g. They feel that I can't be helped 
 h. They really don't care that I receive their services 
 i. Other  
12. Do you feel that the FCWD has helped you? 
(Yes) , (Think so) , (Don't know) , (Think not) , 
(No) . 
(If respondent's answer is "yes" or "think so", ask question No. 13. 
If respondent's answer is "think not" or "no", ask question No. 14). 
13. In what way(s) were you helped by the FCWD? 
 a.. I got the money I needed 
 b. I got the material relief that I needed 
 c. I now understand my children better 
 d. I now understand my own behavior more fully 
 e. I can now understand others who are different from me. 
 f. I have broadened my number of friends 
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_g. I can now feel comfortable in the presence of strangers 
h. I understand the welfare structure better now 
i. I can now find resources on my own 
j. I am now self-supporting 
k. Society is not so difficult to understand now 
.1. I'm feeling much better about my situation 
m. Other  
In what way(s) were you not helped by the FCWD? 
 a. Didn't get the money that was needed 
 b. Didn't get the needed material relief 
 c. Still don't understand my children 
 d. Still don't understand why I behave in the way that I do 
 e. Have the same attitude toward others who are different from me 
 f. Still don't have broad and friendly relationships with people 
 g. Still uncomfortable with persons that I don't know 
 h. Still don't understand how welfare is structured. 
 i. Still don't know where to take my problems 
 j. I'm still not as financially independent as I want to be 
 k. Society is still too difficult for me to understand 
__ 1. My situation is the same as it was when I started 
m. Other 
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RELATIONSHIPS WITH CITIZEN-CONCEPT ORIENTED SOCIAL AGENCY (SSS)* 
1. How did you first hear about the SSS? 
From past experience with other welfare agencies 
From friends who were receiving the agency's service(s) 
From publicity announcing the agency's services 
From the school 
Through .the courts 
From the local Public Health agency 
Through a private community organization 
Through a church official 
From a community center 
Through a settlement house 
Other  
2. When was the first time that you went to SSS? Year 
Month 
3. Why did you go to SSS at that time? 
 a. Didn't know what else to do 
 b. Need had become unbearable 
 c, Just decided to go 
 d. Had an appointment 
 e. Went as soon as I heard about services 
 f. Decided it was time to take advantage of chance to get 
money, like others 
 g. Other  
4. When was the last time you were at the SSS? (0-3 months)  
(4-6 months) , (7-9 months) , (10-12 months) , 
(Beyond)  
5. Why did you go to SSS at that time? 
 a. Had an appointment (worker made appointment) 
 b. Needed more money 
 c. Change in status 
 (1) got married 
 (2) had another child 
 (3) moved to another address 
 (4) death of member of family 
 (5) Other  
 d. Needed emergency relief 
 e. Went with a friend 
 f. Went, voluntarily, due to an additional problem in the family 
*South Side Settlement House 
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 g. Enjoy a chance to go meet with worker 
 h. Meet with friends there 
 i. Other 
6. When was the last time a SSS worker visited you? (0-3 months) , 
(4«s6 months) , (7-9 months) , (10-12 months) , (Beyond) , 
(never) . 
7. Have you tried to arrange meetings with a worker at SSS? (Yes) , 
(No)  
If respondent answers "yes", ask 7a. 
7a. Have you been successful in getting meetings with your worker 
at SSS? 
(Always successful) , (Sometimes successful) t (Never 
successful) . 
8. Do you know the name of your worker at SSS? (Yes) (No) . 
9. Have you ever been to a social affair with your worker at SSS? 
(Yes) , (No) . 
10. How do you think your worker at SSS feels about you as a person? 
(Strongly accepting) , (Mildly accepting) , (Indifferent) , 
(Mildly rejecting) , (Strongly rejecting) . 
11. How do you feel about your worker at SSS? (Strongly accepting) , 
(Mildly accepting) , (Indifferent) , (Mildly rejecting) 
(Strongly rejecting) . 
12. How were you treated during the time you were receiving help from SSS? 
(With respect) , (With pity) , (With indifference) , 
(With aloofness) , (With castigation) , (Other) 
13. How do you feel about the way you were treated during the time you 
were receiving help from SSS? 
(Satisfied) , (Indifferent) (Dissatisfied) 
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PARTICIPATION IN CITIZEN-CONCEPT ORIENTED SOCIAL AGENCY (SSS)* 
1. What program(s) do you participate in at SSS? 
Recipient of counseling services 
Financial and/or material assistance 
Home care and management 
Planned parenthood 
Adult education (reading and writing) 
Vocational training 
Homemaking skills 
Voter education and/or other citizenship skills 
Social club(s) 
Social action 
Oth er  
2. Have you been asked to participate in planning the program you are 
in at SSS? (Yes) , (No)  
3. Have you helped to plan any of the program you participate in at 
SSS? 
(Yes);' ’ ' , (No)   (If respondent answers "no", ask question No. 4) 
4. Why haven’t you participated in program planning at SSS? 
No opportunity offered 
Worker wouldn't permit 
Didn't know it was possible 
Moved to another area 
Agency too far away to make meetings 
Just didn't want to help plan 
Participation in planning is too embarrassing 
Other  
5. Has your worker at SSS ever asked your opinion of the present 
level of public assistance? (Yes) , (No)  
(If respondent answers "yes", ask question 5a. If respondent 
answers "no", ask question 5b.). 
5a. What was your reply? (Too high) , (Adequate) , 
(Indifferent) , (Inadequate) , (Too low) . 
6. How do you think your worker at SSS feels about the present level 
of public assistance? 
(Too high) , (Adequate) , (indifferent) , (Don’t know 
how worker feels) , (Inadequate) , (Too low) 
*South Side Settlement House 
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7. Has your worker ever asked you to participate in a SSS program 
to change the level of public assistance? (Yes)^j|  (No) . 
8. Do you think the SSS could do anything to change the present level 
of public assistance? 
(Yes) , (Think so) , (Don't know) , (Think not) , 
(No) . 
9. Do you think the SSS will do anything to change the present level 
of public assistance? 
(Yes) , (Think so) , (Perhaps) , (Think not) , (No)  
10. Do you think that the SSS believes you have a right to receive 
their services? 
(Yes) , (Think so) , (Don't know) , (Think not)  
(NO) . 
11. How do you think the SSS feels about your receiving their services? 
 a. They feel that I expect too much 
 b. I should do more on my own 
  c. I should go to other sources 
 d. They feel that I'm uncooperative 
 e. They feel that I should use their services more 
 f. They feel I should change my friends 
 g. They feel that I can't be helped 
 h. They really don't care that I receive their services 
 i. Other  
12. Do you feel that the SSS has helped you? 
(Yes) , (THnk so) , (Don't know) , (Think not) , 
(No) . 
(If respondent's answer is "yes" or "think so", ask question No. 13. 
If respondent's answer is "think not" or "no",, ask question No. 14.) 
13. In what way(s) were you helped by the SSS? 
 a. I got the money I needed 
 b. I got the material relief that I needed 
  c. I now understand my children better 
 d. I now understand my own behavior more fully 
 e. I can now understand others who are different from me. 
 f. I have broadened my number of friends 
 g. I can now feel comfortable in the presence of strangers 
 h. I understand the welfare structure better now 
 i. I can now find resources on my own 
 j. I am now self-supporting 
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_k. Society is not so difficult to understand now 
_1. I'm feeling much better about my situation 
m. Other  
In what way(s) were you not helped by the SSS? 
a. Didn't get the money that was needed 
b. Didn't get the needed material relief 
_c. Still don't understand my children 
d. Still don't understand why I behave in the way that I do 
_e. Have the same attitude toward others who are different from 
me 
f. Still don't have broad and friendly relationships with 
people 
_g. Still uncomfortable with persons tla t I don't know 
_h. Still don't understand how welfare is structured 
_i. Still don't know where to take my problems 
j. I'm still not as financially independent as I want to be 
_k. Society is still too difficult for me to understand 
l. My situation is the same as it was when I started 
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